
Planning Objective 1E: Waiting List Support Service (WLSS)

 Personalised Contact for Patients Waiting for Elective Care

& 

The Orthopaedic Prehabilitation Service
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Planning Objective 1.E: To establish a process to maintain 
personalised contact for elective care patients which will:

• Keep them regularly informed of their current expected wait 
• Offer a single point of contact should they need to contact us 
• Provide advice on self-management options whilst waiting 
• Offer advice on what do to if their symptoms deteriorate 
• Establish a systematic approach to measuring harm – bringing  
      together the clinically assessed harm and harm self-assessed by  
      the patient and use this to inform waiting list prioritisation 
• Offer alternative treatment options if appropriate 
• Incorporate review and checking of patient consent 
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WLSS pilot video and Online resources on 
“How to Prepare for Treatment”

https://www.youtube.com/watch?v=Y7t6wcZGqGM

 https://hduhb.nhs.wales/find/preparing-for-treatment 
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Situation WLSS:
• WLSS fully established with non-clinical and clinical call handlers recruited into 

permanent posts. Current funding agreed until March 2023. 

• Call handlers scripts, clinical escalation plans and online resources on how to 
“Prepare for Treatment” with advice on self management developed.

• Phased roll-out plan in progress. Over 10,800 Stage 4 patients have been 
contacted with an offer of support via a single point of contact (T&O, ENT, 
Urology, Dermatology, Ophthalmology, Gynae). 

• 3700 Phone contacts, 197 email contacts and over 4500 visits to the online 
resource pages with advice on Waiting Well and Preparing for treatment

• Next phase: General surgery, Gastro and colorectal (total n=3425) with the aim 
of all stage 4 patients being contacted by November 2022. 
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Situation (cont’d) WLSS:
• Service working with Prehabilitation Services in Orthopaedics and 

Prostate Cancer to ensure a seamless offer of support, optimisation 
and signposting

• Developing strong links with other services and 3rd sector to develop 
an holistic offer of support whilst patients are waiting (EPP/ NERS/ 
Versus Arthritis/ Community connectors)

• Piloting a process of providing new patients with WLSS information 
and contact details at the point of listing (leaflet in clinics)

• Service evaluation and impact assessment in progress – including 
patient feedback and experience
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Situation (cont’d) WLSS Case Study:
66 Year old patient on the elective orthopaedic waiting list for a left knee replacement for 3 years contacted the WLSS due to a 
deterioration of his orthopaedic symptoms. His pain has significantly increased to the point he could only work for 2 hours a day, he 
reported a loss of function and mobility and he was not able to go upstairs anymore and now relied on a mobility aid to walk. He 
also reported he had recurrent falls over the last 18 months.  The non- clinical call handler escalated his deterioration of his 
orthopaedic problems to the orthopaedic team for review (within the agreed escalation process). 

The call handler also escalated the call to the therapist within the WLSS for a more in-depth clinical assessment based on the 
patient’s symptoms and recurrent falls. 

The therapist performed a short falls screening assessment and on further discussion it also became evident that the patient had 
begun to form a fixed flexion contracture in their left leg/ knee, with muscle shortening as a result on pain and joint changes due to 
OA. 
As a result of the patient contacting the WLSS the following actions took place:

- Orthopaedic team contacted and arranged for a repeat x-ray of his knee and will be reviewed with the results. 

- The patient consented to the clinical lead therapist making a referral to the physiotherapy service to help avoid his leg 
contracture becoming worse or permanent and to provide safe and effective exercises to build strength and balance to reduce 
the risk of falling

- The WLSS will escalate patient to the orthopaedic prehabilitation team to help optimise his health for surgery.  

- The patient was posted out information regarding community support groups e.g. Versus Arthritis Cymru and reminded of the 
online resources on managing symptoms and how to prepare for treatment. 
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Situation Orthopaedic Prehabilitation: 

• In addition to the WLSS, HDUHB also developed and implemented a 
tiered Virtual MDT Orthopaedic Prehabilitation Service for patients 
awaiting elective hip or knee arthroplasty in order to prepare for 
surgery and to support Waiting well

• Project funded through WG Out-patient Transformation and Planned 
Care Recovery funds

• Current funding agreed till June 2023
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8-Week online prehabilitation programme on a digital personal held health record (PKB)- patients 
contacted in May 2022 via a letter to offer an online programme:
• Over 450 patients signed up to the programme on PKB
• Plans to contact another 1000 patients proactively to offer Tier 1 prehabilitation whilst they are waiting
• Newly listed patients will be offered the programme on listing moving forward
• Available for all patients elective awaiting hip/ knee arthoplasties
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Virtual 1:1 sessions for individuals with more complex care needs or not suitable for group consultations- 
currently offered to longest waits/ Priority 2 patients (surgical priority patients):
• 143 patients requiring Tier 3 1:1 sessions
• 308 Tier 3 virtual sessions
• PROM/PREM data captured via DrDoctor
 

'Live' virtual group prehabilitation supported by technology enabled care and an App (12 sessions over 
12 weeks)- currently offered to longest waits/ Priority 2 patients (surgical priority patients):
• 16 Group cohorts been through the programme (103 patients) with new cohorts continuously starting 

as others are finishing
• 192 Virtual group consultation
• 18 patients supported to use digital technology for the first time (wider digital inclusion strategy)
• 103 Patients monitored remotely during the programme with technology enabled care
• Over 600 virtual consultations (VGC plus initial virtual assessments)
• PROM/PREM data captured via DrDoctor
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Tier 1: Week 1 & 2 of 
the 8-week PKB 

programme. Welsh 
version also available
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Tier 2/3 Prehabilitation: App, TEC equipment and 
monitoring, leaflets, decisions tree
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Situation (cont’d) Orthopaedic Prehab Patient feedback:
I’ve lost 1 stone since the start of this 
programme and the monitoring devices, 
particularly the weighing scale has 
helped. Knowing that your team is 
looking at the results, it gave me 
motivation and I would not have lost this 
weight otherwise.

72 year old awaiting TKR

Using these devices 
has made me more aware of my health and I feel I’m much 
more health conscious now.

65 year old awaiting THR

I was worried when I first got told about using the 
equipment as I’m not confident with technology, but I’ve 
found it very easy to use and it’s been great.

75 year old awaiting THR

I definitely feel like the program is making a difference. Before, my 
shoulders and joints were getting stiff, and since doing the exercise 
and continuing to do them a few times a week, I feel a lot better and 
looser and more mobile.”
70 year old awaiting THRI’ve found  the programme really helpful. I’ve 

enjoyed the exercises and have felt they have 
helped. The dietetic information and advice 
provided by the dietician helped me lose a few 
pounds since joining the programme in 
preparation for the surgery. My husband has 
also made healthier changes to his diet.”

72 year old awaiting THR
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WLSS Risks  and Mitigation

• Risk register in place with weekly review and updates at monthly 
WLSS Steering Group meetings 

• WLSS Oversight Group established to provide strategic direction and 
governance
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Recommendation

For SRG to take an assurance from the 
presentation provided.

13/13


	Item 2.4 SRG Waiting Well WLSS-Ortho Prehab V2 FINAL.pdf
	Item 2.4 SRG Waiting Well WLSS-Ortho Prehab V2 FINAL.pdf - page 2
	Item 2.4 SRG Waiting Well WLSS-Ortho Prehab V2 FINAL.pdf - page 3
	Item 2.4 SRG Waiting Well WLSS-Ortho Prehab V2 FINAL.pdf - page 4
	Item 2.4 SRG Waiting Well WLSS-Ortho Prehab V2 FINAL.pdf - page 5
	Item 2.4 SRG Waiting Well WLSS-Ortho Prehab V2 FINAL.pdf - page 6
	Item 2.4 SRG Waiting Well WLSS-Ortho Prehab V2 FINAL.pdf - page 7
	Item 2.4 SRG Waiting Well WLSS-Ortho Prehab V2 FINAL.pdf - page 8
	Item 2.4 SRG Waiting Well WLSS-Ortho Prehab V2 FINAL.pdf - page 9
	Item 2.4 SRG Waiting Well WLSS-Ortho Prehab V2 FINAL.pdf - page 10



